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§96.67
§96.67 [Reserved]

Subpart J—Oversight Through
Review of Complaints

§96.68 Scope.

The provisions in this subpart estab-
lish the procedures that the accred-
iting entity will use for processing
complaints against accredited agencies
and approved persons (including com-
plaints concerning their use of super-
vised providers) that raise an issue of
compliance with the Convention, the
TIAA, or the regulations implementing
the TAA, as determined by the accred-
iting entity or the Secretary, and that
are therefore relevant to the oversight
functions of the accrediting entity or
the Secretary. Temporary accredita-
tion is governed by the provisions of
subpart N of this part; as provided in
§96.103, procedures for processing com-
plaints on temporarily accredited
agencies must comply with this sub-
part.

§96.69 Filing of complaints against ac-
credited agencies and approved
persons.

(a) Complaints described in §96.68
will be subject to review by the accred-
iting entity pursuant to §§96.71 and
96.72, when submitted as provided in
this section and §96.70.

(b) Complaints against accredited
agencies and approved persons by par-
ties to specific Convention adoption
cases and relating to that case must
first be submitted by the complainant
in writing to the primary provider and
to the agency or person providing adop-
tion services, if a U.S. provider dif-
ferent from the primary provider. If
the complaint cannot be resolved
through the complaint processes of the
primary provider or the agency or per-
son providing the services (if different),
or if the complaint was resolved by an
agreement to take action but the pri-
mary provider or the agency or person
providing the service (if different)
failed to take such action within thirty
days of agreeing to do so, the com-
plaint may then be filed with the Com-
plaint Registry in accordance with
§96.70.

(c) An individual who is not party to
a specific Convention adoption case but
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who has information about an accred-
ited agency or approved person may
provide that information by filing it in
the form of a complaint with the Com-
plaint Registry in accordance with
§96.70.

(d) A Federal, State, or local govern-
ment official or a foreign Central Au-
thority may file a complaint with the
Complaint Registry in accordance with
§96.70, or may raise the matter in writ-
ing directly with the accrediting enti-
ty, who will record the complaint in
the Complaint Registry, or with the
Secretary, who will record the com-
plaint in the Complaint Registry, if ap-
propriate, and refer it to the accred-
iting entity for review pursuant to
§96.71 or take such other action as the
Secretary deems appropriate.

§96.70 Operation of the Complaint
Registry.

(a) The Secretary will establish a
Complaint Registry to support the ac-
crediting entities in fulfilling their
oversight responsibilities, including
the responsibilities of recording,
screening, referring, and otherwise tak-
ing action on complaints received, and
to support the Secretary in the Sec-
retary’s oversight responsibilities as
the Secretary deems appropriate. The
Secretary may provide for the Com-
plaint Registry to be funded in whole
or in part from fees collected by the
Secretary pursuant to section 403(b) of
the TAA (42 U.S.C. 14943(b)) or by the
accrediting entities.

(b) The Complaint Registry will:

(1) Receive and maintain records of
complaints about accredited agencies,
temporarily accredited agencies, and
approved persons (including complaints
concerning their use of supervised pro-
viders) and make such complaints
available to the appropriate accred-
iting entity and the Secretary;

(2) Receive and maintain information
regarding action taken to resolve each
complaint by the accrediting entity or
the Secretary;

(3) Track compliance with any dead-
lines applicable to the resolution of
complaints;

(4) Generate reports designed to show
possible patterns of complaints; and

(5) Perform such other functions as
the Secretary may determine.
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